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Ideas and Principles for the Hospitality Industry
Cathy A. enz, Ph.D., is a professor of strategy and the Louis G. Schaeneman, Jr. Professor of Innovation and 
Dynamic Management at the Cornell University School of Hotel Administration (cae4@cornell.edu). She chaired 
the 2011 Service Innovation Roundtable described in these proceedings. Her research focuses on hospitality 
strategy, including innovation, competitive dynamics, pricing strategy, and change management. Among her 
recent publications are the best-practices series of case studies on innovators in the hospitality industry, with 
four coauthors, articles in the Cornell Hospitality Quarterly, and two new books The Cornell School of Hotel 
Administration Handbook of Applied Hospitality Strategy and Hospitality Strategic Management: Concepts 
and Cases, 2nd edition. The assistance of the following Cornell faculty members in preparing this report is 
appreciated: Professor Gary Thompson, Professor Rohit Verma, executive director of the Center for Hospitality 


















guests	 and	 employees	 for	 innovative	 ideas	 or	 finding	ways	 to	measure	 service	 changes	 as	 they	 are	
initiated.	
6	 The	Center	for	Hospitality	Research	•	Cornell	University	
Cornell hoSpiTAliTy roundTAble proCeedingS
Innovation	 is	 the	process	of	developing	new	ideas	or	processes,	or	 taking	existing	 ideas	and	processes	in	new	directions.	An	innovative	idea	or	process	does	not	have	to	involve	a	bolt	from	the	blue,	but	it	almost	always	involves	at	least	a	twist	on	current	operations.	Meeting	at	Cornell’s	School	of	Hotel	Innovation,	a	group	of	two	dozen	service	researchers	and	practitioners	gathered	





Ideas and Principles for the Hospitality Industry
Service innovation	 is	 the	 introduction	 of	 new	 or	 novel	
ideas	 that	 focus	 on	 services	 that	 provide	 new	 ways	
of	 delivering	 a	 benefit,	 new	 service	 concepts,	 or	 new	
service	 business	 models	 through	 continuous	 operational	
improvement,	 technology,	 investment	 in	 employee	
performance,	 or	 management	 of	 the	 customer	 experience.
—Developed during the 2008 Service Innovation Roundtable















































































Many innovations focused 




















































































Successful innovation is data-



















































































Innovators must be ready to 
address objections and use 
different forms of leadership 
















































































Several companies maintained 
a separate department 
or office responsible for 
promoting innovation. Other 













































































Technology is a large factor 







































































A change management 
simulation exercise provided 
perspectives on real-world 
innovation issues.
The Executive Path
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